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Commitment, Outreach & Nonprofit Resources 

Chase Customer Assistance Specialists are here to help your clients who are 

struggling to make their mortgage payments.   

We are committed to providing support, as we discuss options going forward.  



Chase Mortgage Overview 
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JPMorgan Chase recognizes and takes seriously the difficulties your clients continue to face in these 

compromised economic times.  Our objective is to keep families in their homes, when possible, and to 

work with them on alternatives when retaining the home isn’t possible. 

We have made and will continue to make significant investments enhancing your clients’ experience.  

Our foreclosure prevention programs have allowed us to help our borrowers avoid more foreclosures 

than we have had to complete.  From January 2009 – March 2013, we have: 

 Prevented 985,074 foreclosures nationwide, preventing more than two foreclosures for each one we have 

had to complete. 

 Through Chase Homeownership Centers, we have successfully reached over 256,100 homeowners 

nationally.  There are Centers located in 28 states and the District of Columbia.  The centers have 

Spanish-speaking counselors and extended hours on weekdays and Saturdays. 

 Partnered with HOPE NOW, nonprofits and state agencies conducting more than 2,230 events 

nationwide, assisting over 100,950 Chase borrowers. 

 Chase recognizes the value HUD-approved Counselors provide in terms of advice and support to their 

clients.  As of March 2013, Chase is working with our nonprofit partners to assist 2,585 clients who are 

actively seeking mortgage assistance. 

 Enhanced the Chase website to allow your clients to view up-to-date information during the modification 

process. 

Foreclosure is always the last option! 



Improved Client Experience 
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 Acting as an easily-accessible contact for the borrower – Customer Assistance Specialists (CAS) are the “borrower 

advocate” in assisting with issues, escalations and questions to ensure your client has the necessary information as well 

as assistance in resolving issues and addressing concerns throughout the loss mitigation, loan modification and 

foreclosure process. 

Key Model Components Primary Responsibilities 

Improved Client Experience 

 Communicating options available to borrower and actions that must be 

taken to be considered for these options 

 Being knowledgeable about borrower’s situation and current status of 

delinquency, imminent default and resolution process 

 Researching complaints and escalations on the borrower’s behalf 

 Communicating ongoing status and final decisions to borrower timely, 

adequately and accurately 

 If not approved for modification, assist borrower through the short sale and 

foreclosure process 

 Coordinating receipt of documents from borrower 

 Insuring foreclosure postponement when mod or HAFA options being 

pursued 

 Primary borrower contact and 

knowledge expert throughout the 

process to achieve an affordable and 

sustainable mortgage solution 

 Remains assigned to loan until 

sustainable mortgage solution 

achieved – even if the file is declined 

and borrower reapplies.  

 Solves problems, navigates 

interdepartmental requests, 

researches issues to resolution to 

simplify the process 



Chase understands the value nonprofit counseling agencies provide their clients.  We work with 

nonprofits, HUD-certified counselors, state housing agencies and Hardest Hit Fund program leads 

nationwide.  

 Customer Assistant Specialists: 

 Manage your client referrals via the Hope Now LoanPort  and other ports of entry. 

 Ensure agency cases are being properly addressed. 

  Assist with status reports of borrower modification requests. 

 Bilingual call center is available at 866.345.4676. 

 Enhanced information on chase.com/myhomenfp with details about upcoming events and help 

with concerns and filing of accurate documentation. 

 Chase participates in Hope Now outreach events to assist Chase borrowers. 
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Nonprofit Commitment 



Help for Your Clients Struggling to Pay Their Mortgages 
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Clients Can Find Information & Status Updates on chase.com 
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1. For Assistance Call - 

Customer Assistance 

Specialist’s first name will 

display when assigned. 

2. Progress Bar shows 

borrower where they are in 

the process.   Dynamically 

changes as they progress.  

3. About this step provides 

additional information about 

the current step.  Example:  

Item Description shows 

what documents are needed 

to start loan mod process: 

1. RMA 

2. 4506T-EZ 

3. Supporting doc checklist 

4. Tips and reminders:  review 

the five steps to modify your 

loan. 

5. “I’d like to” provides quick 

links for common actions. 

1 

2 

3 

4 
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Expanded Military Commitment  

Veteran & Active Duty Servicemembers 

 Reduction of interest rates for Servicemembers Civil Relief Act (SCRA) eligible borrowers. 

Mortgage interest rate is lowered to 4% while on active duty and for one year after. This rate is 

200 basis points lower than the 6% rate currently required by SCRA. 

 Introduction of an enhanced modification program for all members of the military who have 

served on active duty after 9/11/01.   

 Lower interest rate on Chase-owned second mortgage of a military servicemember to 1% if we 

have modified their Chase-owned or Chase-serviced primary residential mortgage. 

 Chase opened nine (9) Military Chase Homeownership Centers in cities near some of the 

nation’s large military bases. 

 Additional staffing at all Chase Homeownership Centers with employees trained in SCRA, 

military issues and Chase special military programs.  

 Donation of 1,000 homes to military and veterans over the next five years through Chase’s 

nonprofit partners.  Through our nonprofit partners, we’ve already awarded more than 500 

mortgage-free homes. 

 The 100,000 Jobs Mission, which we helped launch in early 2011, now includes 91 companies 

that have collectively hired more than 51,000 American veterans . 
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Homeownership Preservation Solutions and Principal Forgiveness 
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Chase has an extensive inventory of foreclosure prevention solutions.  The cornerstone of these 

programs is to achieve an affordable monthly payment, which is the largest issue driving mortgage 

delinquency.  To achieve an affordable monthly payment, steps are taken to reduce the interest rate, 

extend the payment timeframe, and defer the payment of principal (forbearance). 

 Provide short-term relief to unemployed homeowners while they look for work.  With the federal government, launched 

the Home Affordable Unemployment Program to help homeowners who have lost their jobs. 

 Provide a variety of modification solutions to borrowers who experienced long-term financial hardship based on 

borrower’s situation and investor criteria including HAMP, GSE programs and Chase’s propriety modifications. 

● Participate in the U.S. Department of the Treasury’s HAMP Principal Reduction Alternative (PRA) program.* 

● Chase introduced a proprietary principal reduction alternative modification in March 2012.* 

● Through a series of proactive modification mail campaigns, offered a modification to 43,808 borrowers that 

converted their Option ARM to an amortizing loan at their current monthly payment and, in some cases, included 

principal forgiveness.  Completed 26,348 modifications to Option ARM borrowers.  

● For loans owned by JPMorgan Chase, we have forgiven over $6.5 billion in principal. 

* Note:  Majority of 1st lien mortgages serviced by Chase are serviced on behalf of Fannie Mae and Freddie Mac, our 

two biggest investors, which means that these loans are not eligible for the HAMP PRA or Chase’s proprietary 

PRA programs. 

 



Modification Process 

 

 



Key Terminology 

 COLLECTIONS 
 The process of contacting the borrower for and 

receiving delinquent amounts owed.  

 DELINQUENCY 
 Failing to make the payment so that it is received 

on or before the due date. 

 FORBEARANCE 
When mortgage is in arrears, forbearance is 

usually granted when a mortgagor makes 

satisfactory arrangements to pay the amount 

owed  by borrower at a future date. 

 FORECLOSURE 
 A legal proceeding in which a bank can take 

possession of and sell the property. 

 IMMINENT DEFAULT 
Loan is current at present, but borrower has 

suffered a hardship and a payment default is 

reasonably foreseeable. 

 INSURER 
 Insures the lender/investor in case the loan 

becomes delinquent. 12 

 INVESTOR 
The owner of the loan. 

 LOSS MITIGATION 
 The avoidance of loss by working with the borrower to 

find a permanent solution to resolve the delinquency. 

 PITIA 
Monthly payment which includes principal, interest, 

taxes, insurance, homeowner association dues. 

 REO 
Real estate owned (acquired) by the mortgage 

servicer/investor as a result of a foreclosure. 

 

 REPAYMENT PLAN 
A plan that allows borrower to make regularly-scheduled 

payments, plus a portion of the past-due payments to 

bring the mortgage up-to-date. 

 SERVICER 
 Responsible for customer service, processing payments,  

and working with delinquent borrowers. 

 



Ports of Entry 

Hope LoanPort 
hopeloanportal.org 

Registration and membership required 

 

Chase Homeownership Center 
Refer your client to a local  

Chase Homeownership Center.   

Go to chase.com/myhome to find the closest center 

 

Mail 
Chase Fulfillment Center 

710 S. Ash St., Suite 200 

MS-HPO-05 

Glendale, CO 80246   

  

Client requests for mortgage assistance can be submitted several ways. 

Phone 
866.345.4676 

Hours (Eastern): 

   Monday - Thursday: 8:00 AM – Midnight 

   Friday: 8:00 AM – 11:00 PM 

   Saturday:  8:00 AM – 8:00 PM 

 

Pre-paid FedEx Service 
Go to chase.com/fedex to find the closest office 
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Chase Application Process Flow  

Modification Package 

Received by Chase 

The Intake Department assigns the file to a Customer Assistant Specialist  

(CAS) who will be the Single Point of Contact (SPOC) for the borrower. 

The CAS works with the borrower to perfect all documents and insures the 

package is ready to submit to underwriting.  The CAS keeps the borrower 

updated on the status of the modifications. 

If the underwriter has questions or 

needs clarification on the information, 

they will request the CAS to reach back 

out to the borrower for the information. 

Once the underwriter has reached a 

decision, the CAS will communicate the 

decision to the borrower and the 

borrower will also receive written 

notification. 

If the file is submitted through HOPE LoanPort (HLP), the CAS will update the 

status of the file every three days on HLP. 



Documentation 

 

 



What to Expect 

 At least one critical document (for example: pay stubs, 4506T-EZ, bank statement or the 

Request for Mortgage Assistance [RMA]) must be received in order to start the modification 

review process. 

 All clients must submit accurate, signed & dated forms: 

● Request for Mortgage Assistance 

● 4506T-EZ 

● Dodd-Frank Certification* 

● Third Party Authorization 

Important Note: Without this form, we can not provide nonprofits status updates 

 Electronic confirmation within 48 hours when received via: 

● HOPE LoanPort 

 HOPE LoanPort submissions receive on-line status updates every 3-5 business days. 

 

*Not required for GSE and government insured/guaranteed loans. 
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From All Borrowers: 

 Request for Mortgage Assistance (RMA) Form – All borrowers and co-borrowers must complete, 

sign and date this form. 

 IRS Form 4506T-EZ (Request for Transcript of Tax Return) – Each borrower must complete, 

sign and date this form.  Borrowers who filed their tax returns jointly can send 1 form signed and 

dated by both filers. 

 Third Party Authorization (TPA). 

 Imminent Default – One copy of most recent statement supporting assets listed on Page 4 of the 

Request for Mortgage Assistance Form (must provide all pages of statement even if blank). 

 In case of death of one of the borrowers, one copy of the death certificate or obituary or 

newspaper article reporting the death. 

 In the case of divorce, one copy of the court-filed divorce decree. 

 The required documentation listed for the hardship reason(s) you selected in Section B of the 

Request for Mortgage Assistance (RMA) Form.  
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Required Documents For All Borrowers 
(One or all may apply depending mortgage status and program requirements.   

  Please note that documents will not be returned.) 



Wage Earner: 

 Two (2) copies of the most recent paystubs (two for each borrower) reflecting YTD earnings 

and recipient identifying information. 

 Imminent Default  -  One copy of the most recent statement for all assets listed on Page 4 of 

the Request for Mortgage Assistance Form (must provide all pages of statement even if blank). 

Self Employed or Independent Contractor: 

 Most recent quarterly or year-to-date Profit and Loss Statement with company name and date 

covering at least three (3) months which contains revenue, expenses, period of time covered,  

percentage of business owned by borrower(s), signature and date. 
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Required Documents Depending on Employment Status 
(One or all may apply) 



Social Security, Disability, Death Benefits, Pension, Public Assistance, or Unemployment 

 Benefit statement or award letter from provider for each borrower that states the amount, 

frequency, and duration AND 

 Two (2) copies of the most recent bank statements (all pages even if blank) or deposit advices 

verifying direct deposit of the payment and amount(s) or two (2) months’ online statements for 

food stamp recipients that possess EBT card.   

 Alternative documentation may also be considered, i.e., benefits paid via debit or credit card. 

Alimony or Child Support Income or Separation Maintenance as Qualifying Income 

(Voluntarily Disclosed) 

 Legal documents showing court verification or separation agreement that has been filed with 

the court, stating the duration and amount of the award AND 

 Two (2) copies of the most recent bank statements or deposit advices verifying direct deposit 

of the payment and amount(s). 

 Alternative documentation may also be considered, i.e., benefits paid via debit or credit card. 
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Required Income Documents for Additional Income 



Rental Income 

 Current lease agreement(s) or handwritten lease agreement(s)/contract(s) if a tenant resides 

in the property. 

 Two (2) canceled checks or two (2) copies of the most recent bank statements (all pages 

even if blank) showing rental income is being received and/or boarder income (we will not 

accept handwritten receipts). 

Unemployment 

  Provide evidence of amount, frequency, and duration. 
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Required Income Documents for Additional Income 



 Non-borrower household income is defined as someone living in the home who is not 

on the original note, but whose income has been relied upon to support the mortgage 

payment. 

 Non-borrower household income may be included as income if it is voluntarily provided 

by the non-borrower and if there is documentary evidence that the income has been, 

and reasonably can continue to be, relied upon to support the mortgage payment. 

 Non-borrower household income is subject to the same documentation standards as 

borrower income. The same occupancy documentation, income documentation also 

applies to non-borrower household income. Chase authorization letter is required in 

addition to pull credit and verify occupancy. 

 Wage and Salary Income from a non-borrower who has not reached the age of majority 

cannot be used.   

 NOTE:  Benefit income paid to a trustee/guardian on behalf of a minor and child 

support is eligible income. 
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Required Income Documents for Non-borrower Household Income – 

Voluntarily Disclosed 



Are Taxes and Insurance Escrowed?   

 Yes 

 No 

 

If No, provide the following: 

 Most recent property tax bill(s) with front and back copy of canceled check or paid 

receipt for all recent applicable taxes (city, county, school, etc.). 

 Current Homeowners Insurance Declarations page for all applicable coverage types 

(must show premium amount for homeowner’s, flood, and wind). 

 Most recent homeowners flood insurance policy (if required). 

 If the loan modification includes an extension of the maturity date or capitalization of 

unpaid balances for the loan and the property is located in a Special Flood Hazard Area, 

as part of the modification process, we are required by law to send another flood notice 

confirming the property flood status. Failure to return this form signed may delay the 

loan modification process. 
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Verification of Taxes and Insurance 
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 Chase will accept an Making Home Affordable Treasury form, any state form associated with 

Hardest Hit Fund, any HUD form associated with EHLP, NACA’s TPA form Chase-prepared, or 

HOPE LoanPort TPA. 

 In addition, Chase will accept any form or letter containing the following information for 

authorization: 

● Full Name of the Borrower 

● Name and Phone Number of the Third Party receiving authorization 

● Loan Number 

● Signature of at least one Borrower and Date Signed 

 Chase will apply the authorization to the entire nonprofit agency named therein (unless borrower 

sends written instructions to the contrary). 

 Chase will continue to communicate with the borrower of record, either verbally or in writing.  As 

appropriate, we will provide updates to the counseling agency via HOPE LoanPort. 

Third Party Authorizations (TPA) 



Helpful Hints and Common Errors to Avoid 



Tips to a Successful Submission 

 Make sure all documents are complete, accurate and submitted at one time. 

 Double check RMA to ensure it is complete, signed, and dated. Ensure the loan number is 

listed on the top of every page.  Verify that all supporting documents are collected for all 

income sources listed on the RMA.  An incomplete RMA may delay the process. 

 Verify the 4506T-EZ form is complete, signed, and dated. 

 Provide current time-sensitive documents such as pay stubs and bank statements (all pages 

must be submitted if even they’re blank). 

 If your client is unable to provide conventional documentation for a requirement, provide 

alternative documentation along with a letter of explanation at the time of submission. 

 Ensure all documents are legible. 

 Ensure documents are scanned on the proper side to avoid transmitting blank documents. 
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Common Errors – Request for Mortgage Assistance  
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Common Errors – Request for Mortgage Assistance  
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Common Errors – Request for Mortgage Assistance  
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Common Errors – Request for Mortgage Assistance  
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Common Errors – Request for Mortgage Assistance  
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Common Errors – Request for Mortgage Assistance  
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Common Errors – Request for Mortgage Assistance  
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Common Errors – Request for Mortgage Assistance  
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Common Errors – Request for Mortgage Assistance  
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Common Errors – Request for Mortgage Assistance  
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Common Errors – Request for Mortgage Assistance  



Common Errors – 4506T-EZ 
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Primary Borrower signature and 

date required only.  

If taxes filed jointly, list each Borrower’s 

name and Social Security Number 

individually in the order they appear on the 

tax returns.   

1 A & B 

2 A & B 

Insert most recent tax year 

filing and any previous 

years to be included. 
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Common Errors – Paystubs 



Common Errors – Profit & Loss 
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Common Errors – Bank Statements 
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Short Sales and Chase List Assist 
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Chase Short Sale Overview 

 When a sustainable modification is not feasible or the borrower has decided to exit the property, 

we work with them to provide a respectable exit via a short sale.  

 A short sale allows the borrower to sell their property for less than they owe on the mortgage; 

stay in the home while it’s for sale; and they may owe nothing more on the mortgage after the 

property is sold.   

 Chase may accept the payoff in full satisfaction of the mortgage. 

 Chase proactively reaches out to borrowers, via our “List Assist” process, who have already 

listed their homes or were recently denied a modification to initiate the short sale evaluation 

process, with the goal to have as much paperwork complete as possible prior to receiving an 

offer, thereby reducing the time from offer receipt to approval. 

 Chase Short Sale Resources 

 Short Sale Hotline:  866-233-5320 

 www.chase.com/avoidforeclosure  

 Locate Chase Homeownership Centers at www.chase.com/MyHome 



Chase Short Sale Accelerator Program 

 Ongoing borrower solicitation campaign offering cash incentives to borrowers facing financial 

hardship and whose home values have fallen to consider a short sale on their home. 

● Letters are mailed to eligible borrowers advising that if they agree to participate in a short 

sale with Chase - versus a foreclosure action - any remaining principal balance (after short 

sale process are applied) may be forgiven. 

● Additionally, they will receive a cash incentive of between $3,000 and $35,000 after the sale 

as an incentive payout to assist them in relocating to new housing. 
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Chase Equator 

 As of December 15, 2012, all short sale files have been loaded into Equator, a portal that 

provides clients and real estate agents the capability to: 

● Access required documents such as Third Party Authorizations, listing agreements and 

agreements of sale, HUD-1 settlement statements and financial documentation. 

● Obtain transaction status updates. 

● Communicate directly with negotiators, minimizing phone traffic and outside email. 



Neighborhood Stabilization 



Neighborhood Stabilization 
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Chase recognizes homes that remain in default and/or go through the foreclosure process can bring down 

property values in a neighborhood and can contribute to community blight. 

 Chase has an active property preservation process in which property inspections determine the 

occupancy status of the property and ensure the safety and security of properties in accordance with 

state laws, corporate policy, and investor requirement. 

● Business practices require the ordering of property inspections the 45th calendar day of delinquency. 

● Require a monthly inspection thereafter until the account is reinstated, paid in full, acquired through foreclosure 

sale, or sold through the Real Estate Owned (REO) Department. 

● Utilize third party property preservation vendors for inspection, maintenance, and monitoring of all properties. 

 Chase participates in the First Look Program through the National Community Stabilization Trust 

(NCST) and has a property donation program to assist communities. 

● We actively work with local nonprofits and municipalities who are focused on neighborhood stabilization and 

increasing homeownership for low-to-moderate income (LMI) homeowners by making Chase Real Estate Owned 

(REO) properties available prior to going on the open market. 

● Our partners generally rehab the homes with local workers and sell the homes to LMI buyers, creating another 

owner-occupied property in the neighborhood. 

● We are currently working with 89 approved agencies nationally.   

● As of March 2013, we have completed more than 4,640 property transactions with our partners since early 2008. 

● In February 2013, we made enhancements to our First Look Program by increasing RMV values and creating a 

stabilization credit. 

For more information on Chase’s Property Preservation efforts: property.preservation@chase.com  or 888.310.1506 

For more information on Chase’s First Look Program: chase.revitalizaton@chase.com or 866.803.9844 



Additional Resources  

 www.makinghomeaffordable.gov 

 HOPE NOW Alliance:  www.hopenow.com  

 HOPE Hotline:  888-995-HOPE (4673) 

 www.HUD.gov 

 www.HMPadmin.com 

 Fannie Mae:  800-7Fannie (800-732-6643) or www.fanniemae.com/loanlookup 

 Freddie Mac:  800-Freddie (800-373-3343) or www.freddiemac.com/mymortgage 

 Non-GSE Escalations:  866-939-4469 or escalations@HMPadmin.com 

 Chase.com/foreclosurealternatives 

 If you are working with a real estate agent, visit Chase.com/shortsaleagentinfo for more 

information.  
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Questions 



Disclosures 

 This material is intended for mortgage banking professionals or non-profit, HUD approved, 

housing counselors and not for distribution to consumers. 

 This document is not an advertisement as defined in 12 CFR 226.2(a)(2).  

 All home lending products are subject to credit and property approval. Rates, program terms 

and conditions are subject to change without notice. Not all products are available in all 

states or for all dollar amounts. Other restrictions and limitations apply.   

 Information presented is for informational purposes only.  It is believed to be reliable, but 

Chase does not warrant its completeness, timeliness or accuracy. 

 ©2013 JPMorgan Chase & Co.  
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